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28th  January  1984. 


The  Honourable  Bud  Gregory,  M.P.P., 
Minister  of  Revenue, 

Queen's  Park. 

Dear  Minister: 


I  am  pleased  to  submit  this  Report  on  regulatory 
reform  and  improved  customer  services  in  the  Ministry 
in  1983. 


Revenue's  programs  affect  more  people  in  more  ways 
than  any  other  Ontario  ministry.  I  believe  the  Report 
demonstrates  the  Ministry's  long-established 
commitment  to  regulatory  simplification  and  improved 
customer  services,  as  a  matter  of  both  principle  and 
common  sense.  It  describes  32  new  measures 
implemented  in  1983,  bringing  the  running  total  to  180 
since  we  began  reporting  formally  to  Cabinet  in  1979. 

As  with  those  described  in  earlier  reports,  the  new 
measures  span  the  full  range  of  our  diverse  programs. 
They  benefit  directly  many  thousands  of  senior 
citizens,  taxpayers,  small  businesses,  farmers, 
municipal  ratepayers  and  municipalities.  However, 
while  they  measure  our  continued  progress  in  terms  of 
discrete  initiatives,  I  believe  they  are  more 
important  as  a  reflection  of  a  broader  attitude  and 
sense  of  responsibility  towards  our  clients  that 
pervade  the  many  ways  our  staff  deal  with  the  public 
as  individuals  on  a  continuous  and  daily  basis. 

I  trust  you  will  find  the  Report  satisfactory  and 
encouraging.  I  would  be  pleased  to  receive  your 
comments  and  instructions  for  future  action. 


Yours  respectfully. 


T.  M.  Russell , 
Deputy  Minister. 
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I  INTRODUCTION 
AND  SUWARY 


I  INTRODUCTION  AND 


SUMMARY 


The  Ministry  of  Revenue's  commitment  to  regulatory 
simplification  and  improved  customer  services  is  a 
matter  of  principle  and  "business  imperative".  First, 
Ontario's  tax  system  is  founded  on  the  principle  of 
voluntary  compliance,  which  in  turn  is  dependent  on 
taxpayers'  confidence  that  taxes  are  administered 
consistently  and  fairly.  Secondly,  the  reduction  of 
customer  uncertainty  and  mistakes  —  and  hence  costly 
disputes  and  corrective  actions  —  is  vital  to  our 
ability  to  manage  increasing  workloads  and  complexity  in 
all  of  our  programs.  For  these  reasons,  regulatory 
reform  and  improved  customer  services  are  treated 
explicitly  as  mutually  beneficial  to  the  public  and  the 
Ministry,, 


A.  MANAGEMENT  OBJECTIVES  AND  PROCESSES 

Consequently,  these  objectives  are  entrenched  in 
our  planning  and  management  processes  alongside  more 
obvious  production  priorities.  Revenue's  program  is 
comprised  of  three  target  areas: 

1 .  Generating  New  Measures:  As  our  program  has 
matured,  opportunities  for  "easy"  improvements 
have  declined  progressively.  New  measures 
increasingly  require  costly  changes  in  basic 
production  systems.  (For  example,  the  New 
Measures  in  the  Ontario  Grants  Program  cited  in 
this  Report  were  permitted  only  by  a 
large-scale  retooling  of  computer  systems.) 

2.  Maintaining  Service  Levels:  Established 
services  require  continuous  modification  and 
expansion  to  prevent  erosion.  (For  example,  the 
1982  and  1983  Budgets  involved  massive  changes 
in  taxes  and  exemptions  affecting  thousands  of 
existing  and  new  taxpayers.) 

3.  Individual  Hardships,  Mistakes  and  Anomalies: 

Notwithstanding  the  effectiveness  of  our 
customer  services  and  regulatory  simplification 
generally,  there  will  always  be  cases  requiring 
special  attention  and  discretionary  action  to 
avoid  hardships.  The  Ministry  regards  its 
treatment  of  such  problems  as  the  ultimate  test 
of  its  program,  because  it  depends  on  the 
training,  attitudes  and  commitment  of 
individual  staff. 


c. 


HEW  MEASURES  IN  1983 


The  Ministry  introduced  32  new  regulatory  reform 
and  customer  service  measures  in  1983.  Among  these  are: 

o  Dedicated  "MPP  Enquiry  Service”  was  established 
for  Seniors'  Tax  Grants  questions  from 
constituency  offices  (New  Measure  137). 

o  Hew  Public  Enquiry  Centres  were  opened  in 
Toronto  and  Oshawa-Durham .  Also,  a  Retail 
Sales  Tax  Office  was  opened  in  the  high-growth 
Peel  Region  (previously  serviced  from 
Hamilton).  (New  Measure  160). 

o  Hew  POSO  Offices:  the  Hamilton  (St.  James)  and 
Toronto  Danforth  (Fenwick)  were  moved  to  better 
locations,  with  improved  public  facilities. 

(New  Measure  170). 

o  Sales  Tax  Auditors  are  being  equipped  with 
mini-computers  to  speed  up  field  audits  and 
minimize  disruption  of  vendors.  (New  Measure 
169). 

o  Diesel  Fuel  Colouration:  the  introduction  of 
pre-mixed  dye  "cocktails"  has  greatly 
simplified  the  program  and  eliminated 
complaints  concerning  engine  damage,  etc., 
particularly  among  farmers.  (New  Measures  163 
and  164.) 

o  1982  and  1983  Budget  Tax  Changes:  information 
and  advisory  services  were  expanded  to  deal 
with  massive  increases  in  sales  tax  vendors 
(e.g.  fast  foods)  and  production  machinery 
exemptions.  (New  Measure  154). 

o  Hew  Publications:  113  separate  publications 

have  been  issued  concerning  all  taxes,  seniors' 
grants  and  property  assessment.  Extensive 
newspaper  advertising  was  used  to  explain  tax 
changes,  Section  63  reassessments,  assessment 
Open  Houses  and  appeal  dates,  seniors'  tax 
grants  applications  and  payments,  etc.  A  large 
portion  of  the  publications  was  bilingual, 
while  all  others  and  advertisements  were 
published  separately  in  French  and  English. 

(See  Section  IV) . 
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D.  DISPUTES  AND  SETTLEMENTS 

The  low  incidence  of  disputes  is  an  important 
indication  of  the  Ministry's  dealings  with  its  clients: 

o  The  Ombudsman's  Report  for  1982-1983  notes 
another  decline  in  Revenue  cases  in  both 
relative  and  absolute  terms.  Of  4,460 
complaints  lodged  within  the  Ombudsman's 
jurisdiction,  only  30  or  less  than  1%  concerned 
Revenue,  compared  with  32  of  2,197  in 
1981-1982. 

o  The  Provincial  Auditor's  Report  contained  no 
references  to  problems  encountered  by 
individuals  in  any  of  Revenue's  programs. 

o  Assessment  Appeals  in  the  434  municipalities  in 
which  the  Section  63  reassessment  program  has 
been  implemented,  and  in  the  142  reassessed  by 
proclamation,  declined  significantly  from 
previous  levels. 

Given  the  extensive  and  "negative"  impact  of 
taxation  and  property  assessment,  these  results  are  most 
satisfactory  and  point  to  the  general  effectiveness  of 
the  Minstry's  internal  procedures  for  settling  disputes 
and  conflicts. 


c  ? 
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E.  PREVIOUS  MEASURES  DELISTED 

Between  1978  and  October  1982,  the  Ministry 
undertook  148  measures  worthy  of  mention  under  this 
program.  Since  the  great  majority  of  these  measure  are 
now  part  of  our  ongoing  operations,  they  have  not  been 
included  in  this  report.  However,  a  full  listing  of 
these  and  current  new  measures  is  provided  in  the 
Accumulated  Index  (Section  III),  and  fuller  information 
may  be  obtained  by  referring  to  earlier  reports. 


F.  SUMMARY  OF  MEASURES 

Reports  I  to  XI 

o  Completed  141 

o  On  Schedule  2 

o  Delayed/Cancelled  5 

148 

Report  XII 

o  New  Measures  32 

TOTAL  180 
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II  NEW  REGULATORY  REFORM 
AND  CUSTOMER  SERVICE 
MEASURES  IN  1983 


II  HEW  REGULATORY  REFORM  AND  IMPROVED 


CUSTOMER  SERVICE  MEASURES 


PART  A  -  REGULATORY  REFORM  MEASURES 

The  opportunities  for  comprehensive  legislated 
statutory  simplification  —  and  hence  wholesale 
rationalisation  of  attendant  regulations  and 
administrative  practices  —  are  inevitably  limited. 

In  practical  terms,  therefore,  regulatory  reform 
as  an  ongoing  process  occurs  as  a  series  of  actions  to 
correct  particular  problems  and  anomalies  within 
existing  statutory  structures.  This  is  achieved  by  a 
range  of  means:  Orders-in-Council ,  Ministerial 
discretionary  authority,  revised  administrative 
interpretations  and  practices,  etc. 

While  this  latter  process  is  largely  reactive,  it 
is  more  manageable,  flexible  and  faster  in  dealing  with 
tax  policy  changes  and  specific  hardships,  etc.  These 
features  are  well  illustrated  by  the  variety  of  new 
measures  in  this  Report  (as  marked  by  RR) .  They  range 
from  actions  tailored  to  assist  a  very  small  number  of 
disabled  people  and  fuel  brokers,  to  very  large  numbers 
of  manufacturers  and  municipalities.  (Compare  New 
Measures  150  and  149  with  153  and  154.) 

In  addition,  several  measures  will  simplify  and 
reduce  the  number  of  forms  involved  in  tax-related 
transactions:  most  particularly  in  private  automobile 

sales  (Mew  Measure  157). 

The  9  new  regulatory  reform  measures  in  this 
Report  increase  the  running  total  by  16  per  cent  to  64 
since  1979.  Altogether,  these  measures  have  benefitted 
virtually  all  provincial  taxpayers. 
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RR 


NEW  MEASURE  149:  REMOVAL  OF  FINANCIAL  IMPEDIMENT 

TO  FUEL  BROKERS 


The  original  design  of  the  fuel  colouration  program 
required  fuel  brokers  to  pay  Fuel  Tax  to  collectors  on  fuel 
purchased  before  resale  to  other  collectors.  They 
complained  that  this  reduced  their  working  capital  and 
eroded  their  competitive  margins. 

As  a  result  of  representations,  the  Ministry  introduced  a 
new  Single  Exemption  Certificate  which  permits  such  sales 
without  prepayment  of  tax. 


The  removal  of  this  tax  impediment  restores  the  competitive 
position  of  10  independent  brokers  engaged  in  the  bulk 
resale  of  fuels . 


Target 


November  1,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  150:  SPECIAL  SALES  TAX  EXEMPTIONS  FOR 

THE  BLIND  AND  DISABLED 


RR 


For  many  years,  the  Ministry  has  had  special  Retail  Sales 
Tax  allowances  for  the  blind  and  disabled. 

Specially  equipped  vehicles  for  transportation  of  the 
handicapped  have  been  subject  to  rebate  of  tax. 

This  exemption  was  also  available  to  relatives  who  were 
providing  transportation  for  the  handicapped,  for 
example,  blind  persons. 

The  Ministry  has  learned  that  some  relatives  were  excluded 
from  eligibility  unintentionally.  Therefore,  the  Ministry 
obtained  Orders-in-Council  to  correct  each  case. 


Since  its  introduction  this  measure  has  helped  two 
handicapped  persons.  It  is  an  example  of  the  Ministry' s 
continuing  sensitivity  to  individual  hardship. 

The  Ministry  intends  to  seek  a  statutory  amendment  to 
permanently  rectify  this  problem  as  soon  as  possible . 


Target 


June,  1984 


Status 


ON  SCHEDULE 
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NEW  MEASURE  151:  ANNUAL  PERMIT  APPLICATIONS  FOR 

TOBACCO  TAX  COLLECTORS  ABOLISHED 


RR 


Until  now.  Tobacco  Tax  Collectors  were  required  to  file 
annual  applications  to  confirm  their  status  as  wholesale 
dealers  under  the  Tobacco  Tax  Act.  Given  the  stability  of 
this  group,  this  was  deemed  unnecessary. 


Consequently ,  this  requirement  was  eliminated ,  resulting  in 
less  work  for  140  aolleators  and  the  Ministry. 


Target 


December,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  ftASURE  152:  SIMPLIFICATION  OF  SALES  TAX  ON 

TRANSFERS  BETWEEN  RELATED  COMPANIES 


RR 


This  measure  deals  with  the  tax  on  sales  of  assets  between 
parent  and  subsidiary  companies  and  in  the  formation  of 
companies  by  sole  proprietorships  and  partnerships. 

The  administration  of  the  regulation  has  always  been  a 
problem,  both  to  the  public  and  Ministry,  partly  due  to  its 
cumbersome  wording  and  the  repetition  of  common 
conditions.  Also,  there  had  been  no  revisions  to  allow  for 
recent  changes  in  the  tax  status  of  production  machinery, 
rolling  stock  and  aircraft,  etc. 

Consequently,  the  regulation  was  completely  re-drafted  and 
simplified,  while  retaining  the  original  intent  of  the 
law. 


This  simplification  affects  some  33200  Ontario  corporations 
and  small  businesses .  It  clarifies  a  confusing  area  of 
legislation  without  altering  the  content  or  intent  of  the 
Act. 


Target 


June  18,  1983 


Status 


COMPLETED  AND  ONGOING 
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RR 


NEW  MEASURE  153:  SALES  TAX  EXEMPTION  FOR  REPAIR  PARTS 


The  1982  Budget  imposed  a  tax  on  repair  and  maintenance 
labour  but  allowed  exemption  where  the  repair  parts  were 
not  subject  to  tax. 

Since  the  intention  was  to  allow  exemption  on  the  purchase 
and  repairs  to  fire-fighting  vehicles  and  many  aids  for 
handicapped  and  needy  people,  an  amendment  was  made  to 
exempt  repair  parts  for  the  following  items: 

Fire-fighting  vehicles 

Artificial  limbs  and  prosthetic  appliances  and 
equipment 

Equipment  designed  solely  for  the  use  of  chronic 

invalids  or  physically  handicapped 

Hearing  aids 

Dental  appliances 

Optical  appliances 


This  measure  directly  benefits  every  Ontario  r.itizen  who 
wears  glasses s  uses  a  hearing  aid  or  a  dental  appliance 3 
the  handicapped s  and  those  requiring  artificial  limbs. 

An  indirect  benefit  is  extended  to  all  municipalities 
through  the  exemption  from  retail  sales  tax  for  repairs 
made  on  fire-fighting  vehicles . 


Target 


May,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  154:  EXPANDED  EXEMPTION  FOR  PRODUCTION 

MACHINERY 


RR 


The  taxation  or  exemption  of  production  machinery  has 
always  been  a  major  source  of  confusion  and  dispute. 

The  1983  Budget  provided  Revenue  with  the  opportunity  to 
clarify  and  reduce  the  number  of  regulations  governing 
taxation  and  exemptions  in  this  area. 

In  May  1983  the  following  regulations,  all  of  which  define 
or  limit  the  exemption,  were  revoked: 


Regulation : 


903 

si  (3 ) 

Dies,  etc. 

903 

sl(ll) 

Jigs 

903 

sl(13) 

Moulds 

903 

si ( 14  ) 

Patterns 

903 

si ( 16 ) 

Product  Holding  Fixtures 

903 

sl(24) 

Tools  Attached  to  Production 
Machinery 

903 

sl7 

Parts  to  Modify  Production 
Machinery 

904 

sl(8a) 

Defining  "carry  away" 

904 

si (50a) 

Defining  "refuse  or  waste" 

This  action  will  help  to  encourage  investment  in  production 
facilities  by  eliminating  frustration  and  uncertainty  for 
people  trying  to  interpret  complex  legislation  before 
attempting  to  invest  in  new  production  facilities.  It 
will  also  encourage  improved  voluntary  compliance  by 
vendors . 


This  measure  will  benefit  in  all  segments  of  the 
manufacturing  industry  and  directly  affect  32,000  large  and 
small  manufacturers . 


Target 


1983  Budget 


Status 


COMPLETED  AND  ONGOING 
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RR 


NEW  MEASURE  155:  REDEFINITION  OF  A  'PUBLICATION*  FOR 

SALES  TAX  EXEMPTION 


The  1982  Budget  subjected  most  publications  to  sales  tax 
but  left  some  confusion  regarding  the  types  of  publications 
covered,  especially  for  educational  purposes. 

Consequently,  a  legislative  amendment  redefined 
"publications"  to  include  educational  non-profit 
publications:  such  as  film,  filmstrips,  audio  discs  and 

tapes,  video  discs  and  tapes  of  an  educational  nature. 

These  are  exempt  from  tax  when  purchased  by  a  school, 
schoolboard,  university  or  public  library  for  their  own 
use . 


This  amendment  maintains  the  broad  exemption  for 
publications  used  in  educational  circles.  The  change  will 
directly  benefit  5 ,027  elementary  and  secondary  schools,  50 
post-secondary  schools  and  560  library  boards. 


Target 


May,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  156:  RETENTION  OF  VENDOR  PERMIT  NUMBERS 


RR 


The  Retail  Sales  Tax  Act  was  amended  to  allow  the  issuing 
of  a  revised  permit  bearing  the  same  number,  where  vendors 
change  their  names  or  nature  of  business  only,  but  where 
no  legal  status  of  the  business  has  changed. 

This  has  been  done  to  assist  vendors  who  wish  to  retain  a 
familiar  vendor  permit  identification  number  for  continued 
use  in  transacting  with  the  Ministry  and  their  suppliers. 


It  is  expected  that  30 ,000  -  40,000  vendors  a  year  will 
benefit  from  this  measure. 


Target 


May,  1983 


Status 


COMPLETED  AND  ONGOING 
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RR 


NEW  MEASURE  157:  SIMPLIFICATION  AND  REDUCTION  OF  MOTOR 

VEHICLE  TRANSFER  FORMS  FOR  SALES  TAX 


Previously,  taxpayers  were  confused  by  the  number  of  forms 
to  be  filled  out  to  determine  sales  tax  liability  in  the 
transfer  of  motor  vehicles,  and  as  a  result,  frequently 
made  mistakes. 

To  alleviate  this  problem,  Retail  Sales  Tax  in  cooperation 
with  the  Ministry  of  Transportation  and  Communications, 
revised,  clarified  and  reduced  the  number  of  forms  used  in 
the  transfer  of  motor  vehicles. 

On  December  1,  1982,  two  revised  and  condensed  forms 
replaced  the  three  confusing  forms  formerly  used. 

This  revision  will  also  ease  the  paper  burden  for  both  the 
taxpayer  and  Motor  Vehicle  Agents  acting  on  behalf  of  the 
Ministry  of  Revenue. 


This  will  directly  affect  the  320  Motor  Vehicle  Agents 
authorized  to  collect  Retail  Sales  Tax  for  the  Ministry  of 
Revenue,  and  the  large  number  of  Ontario  residents  who 
transfer  vehicles  in  private  sales  each  year.  There  are 
approximately  810,000  private  sale  transfers  annually. 


Target 


December  1,  1983 


Status 


COMPLETED  AND  ONGOING 
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PART  B:  IMPROVED  CUSTOMER  SERVICES 


The  23  new  customer  service  measures  (CS)  in  this 
Report  represent  an  increase  of  25  per  cent  since  our 
last  report,  to  a  new  total  of  116  since  1979. 

The  1983  measures  represent  the  full  range  of  the 
Ministry's  taxation,  property  assessment,  seniors' 
grants  and  savings  offices  programs.  As  with  the  new 
regulatory  reform  initiatives,  they  are  each  designed  to 
deal  with  very  particular  customer  problems.  For 
example : 

1.  The  five  Ontario  Tax  Grants  measures  reflect 
the  need  to  provide  a  high  level  of  assistance 
to  seniors  on  an  individual  and  continuous 
basis  every  year.  (New  Measures  158  to  162). 

2.  The  fuel  colouration  measure  involves  a 
"once-and-for-all"  solution  to  a  perceived 
problem  through  a  structural  change  in  the 
program,  which  will  reduce  future  contact  with 
customers  to  an  absolute  minimum.  (New  Measure 
165). 

3.  New  Measures  177  to  179  are  distinctive  because 
they  are  designed  to  deal  with  initial  customer 
uncertainty  caused  by  an  administrative 
streamlining  of  annual  property  assessment 
notices . 

4.  New  Measures  164  and  180  are  designed  to 
improve  the  resolution  of  provincial  tax  and 
municipal  property  assessment  disputes. 

Like  with  the  regulatory  reform  measures,  these 
inip^ijvemerrvt-s— im  public  services  will  benefit  large 
numbers  of  senior  citizens,  farmers,  businesses, 
taxpayers  generally  and  property  owners. 
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NEW  MEASURE  158:  EXPANDED  USE  OF  TECHNOLOGY  TO  SPEED 

UP  DEFICIENT  ONTARIO  TAX  GRANT 
APPLICATIONS 


IHTRODPCTION 

The  OTG  program  serves  a  client  group  of 
920,000  senior  citizens  by  distributing 
$348  million  in  Property  Tax,  Sales  Tax 
and  Temporary  Home  Heating  Grants. 

As  noted  in  the  Introduction,  large-scale 
computer  investment  in  new  production 
facilities  has  also  eliminated  technical 
barriers  to  improved  customer  services  in 
the  Tax  Grant  Program  in  5  main  ways. 


FIRST:  While  an  on-line  data  entry  capability  was 
implemented  for  the  1982  OTG  campaign,  the  staff  were 
still  heavily  dependent  on  slower  and  more  cumbersome 
batched-input  methods  for  clearing  deficient  Property  Tax 
Grant  applications. 

The  implementation  in  1983  of  expanded  on-line  data  entry 
has :  , 

o  Facilitated  the  processing  of  deficiencies  at  a 
rate  50Vo  faster  than  in  1982. 

o  Provided  for  " front-end "  processing  of  status 
changes  and  requests  for  applications.  The  time 
between  receipt  of  a  telephone  request  for  an  OTG 
application  until  that  application  is  mailed  has 
been  reduced  from  an  average  of  6  weeks  in  1982 3  to 
7-10  days  in  1983. 

o  The  number  of  grants  paid  in  the  initial  PTG  cheque 
mailing  increased  by  31  3000  over  1982 3  achieving  a 
" clean  production "  rate  of  94  per  cent  of 
applications  received  to  that  time. 

o  From  September  1983  to  December  1983 3  2S600  status 
changes 3  4 3300  application  requests  and  23305 
general  enquiries  were  " fastpathed." 

o  As  a  result  of  the  fastpathing  of  application 
requests  3  we  estimate  that  $1 3066 3000  in  Property 
Tax  Grants  was  in  the  hands  of  4,300  pensioners  5 
weeks  earlier  than  otherwise  would  have  been 


Target 


September,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  159:  NEW  MPP  ENQUIRY  SERVICE  FOR  OTG 


SECOND:  In  the  1982  Ontario  Tax  Grant  campaign,  priority 

was  given  to  enquiries  from  MPPs *  Constituency  Offices. 
However,  this  service  was  severely  limited  by  information 
access  and  supply  difficulties. 

As  a  result  of  the  investment  program,  a  new  Enquiries 
Research  and  Action  Unit  was  established  to  deal  with  MPP 
enquiries,  supported  by  full  on-line  information 
facilities.  This  means: 

o  A  dedicated  MPP  enquiry  unit  of  five  specialists 
now  immediately  resolves  the  majority  of  problems 
on  a  "first-call"  basis. 

o  An  additional  group  of  10  enquiry  research 

specialists,  each  of  whom  is  assigned  specific 
constituency  offices  for  which  they  are  exclusively 
responsible,  assures  fast  resolution  of  more 
complex  enquiries. 

o  The  specialist  who  has  researched  each  enquiry 

calls  back  to  advise  the  constituency  office  of  its 
resolution.  This  person  has  detailed  case 
information  and  is  therefore  able  to  answer  any 
supplementary  questions. 

o  In  all  cases  where  an  enquiry  cannot  be  resolved 
within  5  working  days,  constituency  offices  are 
notified  by  telephone. 

News  of  this  service  was  taken  to  constituency  and 
government  office  staff  in  August  and  September,  1983.  In 
specially  organized  seminars,  participants  received  advance 
copies  of  the  1983  application,  program  updates  and  details 
of  new  enquiry  procedures. 


cont ' d 


cs 
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From  the  establishment  of  the  service  in  August  1983  until 
mid-November  1983: 


o  55%  of  MPP  enquiries  were  handled  with  one  phone 
call  at  the  front-end ,  compared  to  only  29%  in 
1982. 


o  The  average  response  time  for  an  MPP  enquiry  which 
could  not  be  resolved  at  the  initial  phone  call  was 
only  3.2  days,  compared  with  25  -  30  days  in  1982. 

o  At  December  31 j  1983  only  58  enquiries  were 
unresolved: 


Age  of  Outstanding  MPP 
Enquiries  at 
December  31 ,  1983 


Current  Week  35 

1  Week  13 

2  Weeks  6 

3  Weeks  4 


(60%) 
(23%) 
(10%) 
(  7%) 


o  In  total j  524  participants  were  trained  through  56 
regionally-held  seminars:  including  staff  from 
Northern  Affairs,  Regional  Assessment  Offices,  MPP 
and  MP  constituency  offices  and  community 
agencies. 


Target 


August,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  PCASURE  160:  REDESIGNED  ENQUIRIES  TRACKING 

SYSTEM  FOR  OTG 


THIRD:  Another  major  breakthrough  in  which  investment  in 
technology  played  a  key  role,  was  a  new  tracking  facility 
for  OTG  enquiries  made  directly  by  seniors. 

In  the  early  stages,  the  program  was  armed  with  only  a 
limited  capacity  to  deal  with  enquiries  directly  from 
seniors.  Generally,  this  generated  large  volumes  of 
prob lems . 

As  a  part  of  our  investment  program,  a  new  tracking  system 
was  designed  for  the  1983  campaign  to  monitor  the  progress 
of  each  enquiry.  Apart  from  quickly  resolving  simple 
enquiries,  the  new  system  permits  staff  to  concentrate  on 
more  complex  problems. 


The  success  of  the  new  tracking  system  is  shown  by: 

o  The  reduction  in  average  response  time  from  up  to  2 
months  in  1982,  to  7  -  10  days  in  1983. 

o  Total  "hard"  enquiry  volumes  have  been  reduced  45% 
from  the  1982  totals.  Duplicate  enquiries  have 
been  eliminated.  MPP  enquiries  that  require 
research  before  a  response  can  be  provided  have 
been  reduced  74%  from  1982  levels. 


Total  Enquiry 

1983 

1982 

Volumes 

21,310 

38,744 

MPP  Enquiries 

1,397 

5,394 

Target 


September,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  fCASURE  161:  IMPROVED  TELEPHONE  SERVICE  FOR 

TAX  6RANT  ENQUIRIES 


FOURTH:  Over  the  course  of  this  past  year,  significant 

improvements  have  been  made  in  the  telephone  technology 
used  in  the  handling  of  Ontario  Tax  Grant  enquiries. 

After  moving  to  Oshawa,  the  Enquiry  Centre  adopted  the  use 
of  a  computerized  SL-1  telephone  system.  This  system, 
additional  CRTs,  and  better  staff  training,  worked  to  give 
clients  faster  service. 


From  October  1982  to  December  1983 j  a  total  of  361^300 
clients  were  assisted 3  80%  of  them  senior  citizens. 


Target 


September,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  162:  NEW  TORONTO  AND  OSHAWA  PUBLIC 

ENQUIRY  CENTRES 


CS 


FIFTH: 

A.  Toronto : 

The  Ministry's  removal  from  77  Bloor  Street  West  provided 
the  opportunity  to  improve  its  Toronto  Walk-In  Centre  for 
senior  citizens. 

Better  accommodation  for  the  Centre  was  found  at  50 
Grosvenor  Street.  This  new  site  was  chosen  for  its 
proximity  to  other  government  facilities,  public  transit 
and  the  downtown  area.  Both  the  street-level  location  and 
the  specially-designed  features  in  the  building  have 
increased  accessibility  for  the  handicapped  and  senior 
citizens  generally. 

It  was  essential  that  the  new  Centre  be  prepared  and  opened 
in  time  for  the  annual  mailing  of  Property  Tax  Grant 
applications  to  over  560,000  senior  citizens  on  September 


6  th . 


Most  importantly  ,  a  number  of  special  measures  were  taken 
to  ensure  seniors  were  informed  of  the  move: 

o  Staff  members  were  posted  in  the  lobby  of  Bloor 
St.  for  three  months  to  assist  and  redirect  seniors 
to  Grosvenor  St. 

o  A  special  shuttle  service  was  provided >  using 
a  station-wagon  or  bus  *  to  transport  seniors  the 
mile  from  Bloor  St.  to  the  new  '7 ity  (and  back 


afterwards) . 


o  Staff  members  also  issued  free  TTC  tickets  to 
ensure  seniors  incurred  no  extra  expense  in 
travelling  to  the  m 


Since  the  Centre  opened  for  business  at  50  Grosvenor 
on  September  6,  198Zj  5j600  clients  have  been 
assisted.  Over  1^400  were  transported  by  the  shuttle 
service  from  Bloor  to  Grosvenor  St. 


cont  rd 
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The  Centre  provides  information  to  the  general  public  on 
three  main  programs:  Ontario  Tax  Grants  for  Seniors, 
Guaranteed  Annual  Income  System  (GAINS),  and  Ontario  Tax 
Credits.  Senior  citizens,  in  particular,  receive  free, 
multilingual  assistance  in  completing  application  forms, 
replacing  lost  cheques,  and  reporting  changes  in  address  or 
marital  status.  On  average ,  the  Centre's  staff  assists 
over  1,000  clients  a  month,  most  of  them  senior  citizens. 

Additionally,  receipts  are  issued  to  corporations, 
accountants  and  other  taxpayers  for  payment  of  corporations 
tax,  tobacco  tax,  fuel  tax  and  retail  sales  tax. 
Approximately  ZOO  payments  are  made  at  the  Centre  each 
month,  involving  average  monthly  revenues  of  $89  million. 


B.  Oshawa 


The  Oshawa  Public  Enquiry  Centre  was  established  in 
conjunction  with  the  relocation  of  the  Ministry's  head 
office  to  Oshawa  in  March  1983.  This  centre  offers 
services  comparable  to  the  Toronto  Centre  for  Durham  Region 
senior  citizens  and  other  taxpayers. 


Despite  the  newness  of  this  Centre,  a  firm  client  hose  has 
been  established  and  usage  is  increasing.  Already  over 
1,700  senior  citizens  have  been  assisted  at  this  facility ,/ 
arid  $14.8  million  in  tax  payments  have  been  received. 


Target 


March,  1983 
November,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  163:  SIMPLIFIED  INTEREST  RATES  ON  TAX 

OVERPAYMENTS  AND  UNDERPAYMENTS 


CS 


Prior  to  implementation  of  this  measure,  interest  rate 
adjustments  were  made  on  an  ad  hoc  basis.  This  policy 
created  situations  where  taxpayers  and  collectors  could 
receive  inappropriately  low  interest  on  refunds  or 
inappropriately  high  interest  on  overdue  accounts,  compared 
to  generally  prevailing  rates.  In  these  instances  the 
Ministry  policy  was  viewed  as  unfair.  The  irregular  nature 
of  adjustments  and  lack  of  a  clear  policy  on  rate  levels 
was  also  confusing. 

To  eliminate  these  inconsistencies  and  clarify  the 
Ministry's  policy  on  interest  rates,  a  new  simplified 
procedure  has  been  adopted.  The  tax  interest  rate  is  now 
adjusted  semi-annually  on  April  1  and  October  1  to  equal 
the  average  of  the  prime  rates  of  the  five  major  chartered 
banks . 

The  change  applies  to  all  taxing  statutes  administered  by 
the  Ministry  of  Revenue. 


Taxpayers  and  collectors  cure  now  aware  of  the  Ministry  of 
Revenue's  policy  concerning  the  fixing  of  interest  rates. 
They  are  also  assured  of  regular  semi-annual  adjustments  in 
line  with  general  interest  rate  changes.  The  removal  of 
uncertainty  improves  the  ability  of  taxpayers  to  plan  their 
tax  affairs  and  also  protects  the  government's  revenue 
flows.  These  regular  changes  ensure  that  the  interest 
rates  used  are  fair  and  equitable. 

Most  significantly  affected  are  some  260j000  corporations 
and  180,000  retail  sales  tax  vendors. 


Target 


April  1,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  164:  CLIENT  EVALUATION  OF  TAX  APPEALS 

SERVICE 


CS 


As  part  of  the  Ministry's  customer  service  initiatives,  a 
consolidated  tax  appeals  service  was  established  in  October 
1979.  The  appeals  service  has  achieved  a  high  level  of 
acceptance . 

As  a  basis  for  future  improvement,  a  survey  was  conducted 
of  1,118  individual  and  corporate  taxpayers  who  had 
objections  resolved  during  the  18  month  period  ending  March 
31,  1983.  Of  these,  41%  or  467  replied. 

Based  on  9  measurement  criteria,  86%  of  all  respondents 
were  satisfied  with  the  tax  appeals  service.  When  replies 
were  separated  by  the  outcome  of  the  objection,  88%  of 
respondents  whose  tax  assessments  were  reduced  were 
satisfied.  More  surprisingly,  75%  of  respondents  whose 
assessments  remained  unchanged  were  satisfied  with  the  tax 
appeals  service.  The  findings  for  each  criteria  are  as 
follows : 


CRITERIA 


%  OF  RESPONDENTS 
SATISFIED 


Cost  96 
Courtesy  95 
Independence  90 
Competence  87 
Impartiality  87 
Information/Knowledge  & 

Communication  80 
Equity  76 
Timeliness  (promptness)  75 


Survey  results  confirm  that  the  original  concept  and  design 
of  a  consolidated  appeals  service  was  sound.  The  survey 
identified  some  areas  of  the  appeals  service  which  will  be 
refined  and  strengthened. 


Target 


December  31,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  165:  SUPPLY  OF  PRE -MIXED  DYE  'COCKTAILS' 

TO  FUEL  TAX  COLLECTORS 


CS 


The  colouration  of  non-taxable  fuel  was  introduced  in 
September  1982  with  two  objectives: 

1.  Reduction  of  revenue  losses  via  illegal  use  of 
tax-exempt  fuels. 

2.  Reduction  of  paperwork  and  reporting  for  fuel 
consumers  in  Ontario. 

Numerous  complaints  were  received;  first,  from  the  fuel 
industry  (Fuel  Tax  Collectors)  concerning  difficulties  in 
using  the  dyes;  and  second,  from  farmers  and  other  users  of 
dyed  fuel  concerning  reputed  engine  damage. 

The  Ministry  responded  quickly  to  resolve  these  problems 
attributed  to  concentrated  dye.  Within  3  months  special 
arrangements  were  made  with  a  company  to  manufacture  and 
supply  pre-mixed  or  diluted  dye  "cocktails"  for  use  by  fuel 
distributors . 


As  a  result^  complaints  about  dye  injection  equipment 
failure  and  engine  damage  have  been  eliminated. 
Convenience  to  collectors  has  improved  greatly. 

Significantly s  while  Ontario  was  the  last  of  10  provinces 
to  move  to  coloured  fuels  it  txzs  the  first  to  use  the 
" cocktail  solution.  n  The  other  provinces simply  n toughed 
it  out . " 


Target 


December  31,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  PLEASURE  166:  EXHIBITS  AT  FALL  FAIRS  TO  EXPLAIN 

COLOURED  FUEL  PROGRAM  TO  FARMERS 


After  the  introduction  of  coloured  fuel  in  Ontario,  there 
was  a  general  lack  of  knowledge  and  considerable 
misinformation  about  the  new  program  among  farmers.  There 
were  concerns  about  the  possibility  of  damage  to  diesel 
equipment . 

In  conjunction  with  New  Measure  163,  an  ambitious  program 
of  exhibiting  at  Fall  Fairs  was  under takerran-  the  summer 
and  fall  of  1983  to  explain  the  coloured  fuel  program  and 
to  allay  the  farmers'  concerns. 


Fifteen  fairs  were  covered  and  30*000  direct  inquiries  by 
farmers  were  dealt  with. 

Acceptance  of  the  coloured  fuel  program  in  the  farming 
community  is  now  high.  65*000  farmers  are  purchasing 
coloured  fuel  for  off-highway  uses.  Complaints  have  been 
virtually  eliminated. 


Target 


August  to  October  1983 


Status 


COMPLETED 
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NEW  MEASURE  167:  "MATCHING  SERVICE"  FOR  SMALL 

BUSINESSES  AND  SBDC  INVESTORS 


CS 


The  Small  Business  Development  Corporations  (SBDC)  program 
is  designed  to  stimulate  venture  investment  in  small 
businesses,  and  hence  economic  diversity  and  employment  in 
Ontario . 

To  date,  as  a  result  of  the  SBDC  program: 

(1)  525  SBDCs  for  investing  in  small  businesses  have  been 
registered  by  the  Ministry. 

(2)  $192  million  has  been  invested  in  434  small 
businesses  in  Ontario. 

However,  the  potential  advantages  for  small  businesses  are 
not  fully  realized  as  a  result  of  difficulties  encountered 
by  SBDCs  in  locating  suitable  small  businesses  for 
investment . 

To  assist  SBDC  investors  and  small  businesses,  an 
investment  "matching  service"  with  3  staff  supported  by  a 
computer  system  has  been  established.  Various  financial, 
geographical  and  other  investment  criteria  are  used  to 
allow  SBDCs  to  contact  small  businesses  which  are 
seeking  equity  financing,  and  vice  versa.  The  data  base 
includes  approximately  1,200  companies  (SBDCs  and  small 
businesses)  which  are  involved  with  the  program,  or  have 
made  serious  enquiries. 


It  is  anticipated  that  the  match-up  service  will  increase 
annual  investments  by  as  much  as  $10  million  in  50  small 
businesses . 


Target 


December,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  168:  SMALL  BUSINESS  DEVELOPMENT 

CORPORATIONS  PROGRAM:  SEMINARS 
AND  SLIDE  SHOWS 


CS 


The  SBDC  program  has  generated  considerable  public 
interest  on  two  major  fronts: 

(1)  Small  businessmen  and  potential  investors  require 
general  information  on  the  SBDC  program. 

(2)  Legal  and  professional  advisors  require  detailed 
information  regarding  specific  investment  projects. 

A  professional  and  high  quality  response  to  these 
requirements  is  regarded  as  essential  to  the  acceptance, 
growth  and  diversification  of  the  program. 

In  response  to  these  demands,  we  have  developed,  in 
conjunction  with  New  Measure  167: 

(1)  A  slide  show  presentation  of  general  information  with 
a  sound  track.  It  plays  on  an  easy-to-operate 
portable  unit  and  can  be  used  in  trade  shows, 
business  meetings,  seminars  and  can  be  sent  to 
isolated  conmunities . 

(2)  An  all-day  seminar  package  of  detailed  information 
for  professional  advisors. 

In  the  first  3  months  of  operation,  over  50  public 
audiences  have  viewed  the  slide  show.  Two  seminars  have 
been  held  in  Toronto,  attended  by  170  paying 
participants . 


Public  response  has  been  extremely  positive.  The  Canadian 
Federation  of  Independent  Business  ( CFIB)  has  received  a 
copy  of  the  slide  show  on  long-term  loan  to  inform  its 
field  staff  to  ensure  that  as  many  small  businesses  as 
possible  are  familiar  with  the  SBDC  program. 

Numerous  business  articles  and  organizations  have 
complimented  the  program. 

The  program  has  generated  considerable  interest  among 
other  provinces.  Saskatchewan  and  Prince  Edward  Island 
have  sent  ministerial  and  staff  study  teams. 


Target 


October,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  fCASURE  169:  COMPUTER  ASSISTED  SALES  TAX  AUDITS 


Audits  of  vendors  in  the  hospitality  industry  are  often 
time-consuming  and  disruptive  to  vendor  operations. 

Retail  Sales  Tax  auditors  are  now  being  equipped  with 
mini-computers  to  reduce  the  time  required  to  audit  vendors 
in  this  industry.  This  mini-computer  replaces  numerous 
time-consuming  manual  calculations  used  to  project  sales 
and  verify  the  records  of  the  vendor,  etc. 

In  addition  to  quickly  determining  if  an  extensive  audit  is 
required  or  not,  the  mini-computer  reduces  audit  time  and 
hence  disruption  of  vendors.  It  also  greatly  speeds  up  the 
internal  work  required  in  facilitating  the  transfer  of 
permits  and  liquor  licences.  There  are  an  estimated  1,100 
liquor  licence  transfer  requests  annually  which  can  be 
expedited  using  this  methodology.  This  represents 
approximately  16%  of  total  licensed  vendors. 


It  is  estimated  that  on-site  audit  times  saved  \oill  be 
reduced  by  20%,  or  an  average  of  some  7  hours  per  audit. 


Target 


January,  1984 


Status 


ON  SCHEDULE 
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NEW  MEASURE  170:  PROVINCE  OF  ONTARIO  SAVINGS 

OFFICE  RELOCATIONS 


CS 


The  Province  of  Ontario  Savings  Office  is  unique  in 
government  because  its  success  depends  entirely  on  its 
commercial  competitiveness.  Given  the  limited  range  of 
its  services  and  locations,  its  survival  and  growth  is  a 
direct  reflection  of  the  quality  way  in  which  its 
customers  are  treated. 

POSO  offices  in  Toronto  (Danforth)  and  Hamilton 

(St.  James)  were  moved  to  modern  new  premises  in  1983. 

To  minimize  the  loss  of  customers  accounts  and 
inconvenience  to  clients,  all  were  notified  of  the 
relocation  through  a  number  of  special  efforts. 

Since  its  move  in  July,  over  200  new  accounts  have  been 
opened  in  the  past  5  months  (7%  growth)  at  the  Danforth 
Branch.  This  growth  is  attributable  to  the  improved 
service  and  more  advantageous  location. 


Target 


July,  1983 


Status 


COMPLETED 
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NEW  MEASURE  171:  DIRECT  DEPOSIT  FOR  POSO 


In  1977,  the  Province  of  Ontario  Savings  Office  introduced 
an  on-line  banking  system  to  improve  customer  service. 

POSO  management  is  now  working  with  Canada  Systems  Group 
to  develop  a  new  "Direct  Deposit  Service".  When 
implemented,  this  system  will  permit  automated  depositing 
of  many  payrolls  which  currently  must  be  entered  manually 
through  the  teller  terminals.  This  will  permit  more 
efficient  utilization  of  staff  and  materially  improve  the 
quality  and  range  of  customer  services. 


It  is  expected  that  some  10,700  account  holders  will  be 
able  to  deposit  some  $6  million  annually  by  this  direct 
deposit  system. 


Target 


February,  1984 


Status 


ON  SCHEDULE 
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NEW  ftASURE  172:  TELEPHONE  CUSTOMER  SERVICE 

INITIATIVES  IN  OSHAWA 


CS 


The  relocation  of  Revenue's  head  office  to  Oshawa  provided 
a  number  of  customer  services  challenges  and  opportunities 
to  significantly  improve  customer  service.  Since  some  80% 
of  the  Ministry's  customer  contact  occurs  over  the 
telephone,  the  most  advanced  telephone  systems  were 
installed  in  the  new  building.  For  example: 

o  The  Ministry  has  always  provided  toll-free 
telephone  service  to  its  head  office  from 
throughout  the  province.  The  relocation  to  Oshawa 
meant  that  callers  from  Metro  Toronto,  which 
comprise  some  50%  of  all  phone  callers  to  the 
Ministry,  would  have  to  pay  long  distance  charges. 
However,  the  Ministry  took  steps  to  retain  the 
Ministry's  "965"  Toronto  numbers  to  ensure 
toll-free  dialing  for  its  many  Toronto  customers. 

o  Toll-free  INWATTS  calling  is  provided  for  the 
remainder  of  the  province  to  Oshawa. 

o  The  Ministry's  new  SL-1  telephone  system  enables 
staff  to  take  more  calls  and  to  distribute  calls  to 
staff  more  efficiently. 


Other  new  customer  services  measures  related  to  the 
relocation  are  described  as  New  Measures  161,  162j  172, 
174,  and  175. 


Target 


January,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  173:  TOURS  AND  SEMINARS  FOR 

REGION  OF  DURHAM 


With  the  relocation  of  the  Ministry  of  Revenue  head  office 
to  Oshawa,  the  Ministry  ran  a  series  of  tours  and 
information  sessions  for  local  interest  groups  to  inform 
them  about  Ministry  programs. 


In  198Z,  18  such  events  were  held,  including  a  one-week 
series  of  "Open  Houses"  during  which  some  2,500  local 
citizens  toured  the  new  building,  viewed  a  special 
Ministry  exhibit  and  slide  shows  that  reviewed  the 
relocation  and  summarized  Ministry  programs . 


Target 


Summer  1983 


Status 


COMPLETED  AND  ONGOING 
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MEW  MEASURE  174:  MINISTRY  CAREER  COUNSELLING 

FOR  REGION  OF  DURHAM  SCHOOLS 


CS 


In  conjunction  with  the  relocation  of  the  Ministry  of 
Revenue  head  office  to  Oshawa,  the  Ministry  has  undertaken 
8  initiatives  to  advise  local  educational  institutions  of 
information  regarding  careers  and  job  opportunities  at 
Revenue.  By  having  groups  come  to  the  new  head  office  and 
through  visits  by  Revenue  staff  to  local  schools,  the 
educational  community  is  learning  of  the  kinds  of  jobs 
available  at  Revenue  and  educational  and  experience 
requirements . 


These  initiatives  are  seen  as  important  steps  in  the 
Ministry's  long-term  plans  to  hire  as  many  local  residents 
as  possible  into  Revenue  progams.  To  date ,  the  Ministry 
has  hired  some  900  Durham  residents  into  a  wide  range  of 
permanent  and  contract  positions. 


Target 


Summer  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  175:  NEW  MINISTRY  EXHIBIT 


The  Ministry  of  Revenue  has  constructed  a  lightweight, 
portable  exhibit  which  uses  colourful,  hand-drawn 
illustrations  interspersed  with  copy  to  describe  the 
Ministry  organization  and  to  provide  information  about  its 
tax,  grants,  POSO  and  property  assessment  programs. 

Primary  emphasis  is  given  to  our  information  and  enquiry 
services . 


The  exhibit  has  been  used  on  28  occasions  at  head  office 
events ,  and  during  the  next  year  is  expected  to  be  used  in 
a  number  of  conferencest  seminars ,  fairs  and  special 
events  throughout  the  province . 


Target 


April,  1983 


Status 


COMPLETED  AND  ONGOING 


cs 
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NEW  MEASURE  176:  EXPANDED  AND  STRENGTHENED  CUSTOMER 

SERVICES  TRAINING  PROGRAM 


CS 


Since  the  Ministry's  involvement  in  the  ACCESS  project  in 
1979-80,  the  Ministry  has  taken  steps  to  consolidate  and 
strengthen  customer  service  training  and  good  telephone 
habits  as  an  ongoing  part  of  Ministry  training.  Actions 
include : 

o  A  Customer  Service  Training  Program  has  been 
designed,  comprising  two  workshops:  Customer 
Service  (1/2  day)  and"  Dealing  With  the  Public" 

1  day). 

o  The  half-day  Customer  Service  workshop  emphasizes 
the  role  of  the  civil  servant,  handling  customer 
situations,  telephone  training,  and  references 
available  for  providing  information  to  customers. 

o  About  80%  of  the"  Dealing  With  the  Public" 

workshops  are  specifically  designed  to  meet  the 
needs  of  a  particular  organizational  unit,  Branch 
or  Ministry  Program.  This  involves  consulting 
with  managers  to  determine  specific  customer 
service  requirements  or  procedures,  designing  the 
content  of  the  training  program,  and  conducting 
the  training. 

o  This  new  training  program  was  accompanied  by  the 
redesign  of  receptionists'  work  areas,  new 
customer  service  procedures,  etc. 


Since  1980/81 ,  412  employees  have  been  trained  in  43 
workshops  and  809  employees  have  been  trained  in  43 
Customer  Service /Telephone  Training  Workshops .  During 
1983 3  135  employees  were  trained  in  a  total  of  16 
workshops . 

The  Ministry  regards  such  training  as  fundamentally 
important  to  the  quality  of  its  treatment  of  its  customers 
as  individuals . 


Target 


January,  1983 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  177:  IMPROVED  PUBLIC  ACCESS  TO  ASSESSMENT 

INFORMATION 


CS 


INTRODUCTION 

Starting  in  1983,  the  annual  mailing  of 
Assessment  Notices  was  confined  to  only 
those  owners  and  tenants  where  there  have 
been  changes  in  assessment  or  ownership, 
etc.,  since  last  year,  or  where  a  previous 
assessment  was  appealed. 

To  prepare  for  this  change,  all  ratepayers 
in  Ontario  were  advised  last  year  to  retain 
their  Assessment  Notices.  However,  it  was 
recognized  that  it  might  confuse  people  who 
do  not  receive  1983  Notices  as  in  the  past. 
Therefore,  the  Ministry  has  introduced 
three  new  measures  to  inform  the  public  of 
this  change  and  to  re-affirm  ratepayers' 
appeal  rights: 


FIRST:  Five  million  individual  property  owners  and 
tenants  comprise  the  Ministry's  largest  client  group. 

To  assist  ratepayers  in  making  comparisons  to  ensure  the 
fairness  of  their  assessments  with  their  neighbours, 
Regional  Assessment  Offices  will  provide,  upon  request,  any 
information  that  is  contained  on  the  Assessment  Roll. 

Also,  copies  of  Assessment  Rolls  will  be  available,  for 
public  inspection  at  the  31  Regional  Assessment  Offices  and 
838  municipal  offices,  to  authenticate  all  information 
supplied . 


Target 


November  1984 


Status 


COMPLETED  AND  ONGOING 
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NEW  MEASURE  178:  SPECIAL  MEDIA  CAMPAIGN 


SECOND:  The  Ministry  will  conduct  a  comprehensive  media 
campaign  to  support  the  mailing  of  Assesssment  Notices  and 
the  delivery  of  the  1983  Assessment  Rolls. 

Two  advertisements  will  be  placed  in  434  daily  and  weekly 
newspapers,  323  French  or  English  publications  and  111 
ethnic  publications  to  advise  ratepayers: 

o  of  the  schedule  of  the  times  and  locations  of  2,000 
Open  House  sessions  covering  every  municipality  in 
Ontario,  to  give  ratepayers  opportunities  to 
discuss  their  assessment  with  their  neighbourhood 
assessor; 

o  that  only  1.5  million  ratepayers,  whose  assessment 
has  changed  or  been  appealed,  will  receive  a  1983 
Notice ; 

o  of  the  procedure  for  filing  an  appeal  and  the 
deadline ; 

o  that  Notice  of  Appeal  Forms  will  be  available  in 
every  municipality  and  Regional  Assessment  Office, 
to  assist  ratepayers  in  preparing  and  mailing  their 
appeals  to  the  Regional  Registrar  of  the  Assessment 
Review  Board. 


Target 


January  1984  (in  support  of  the  1983 
Assessment  Roll  return) 


Status 


ON  SCHEDULE 
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NEW  MEASURE  179:  IMPROVED  INFORMATION  ON  1983 

NOTICE  OF  ASSESSMENT 


CS 


THIRD:  Each  property  owner  and  tenant  who  receives  an 
Assessment  Notice  will  also  receive  an: 

o  Information  Insert  detailing  the  schedule  of  "Open 
Houses"  to  be  held  in  their  municipality  to  answer 
questions  and  advise  on  appeal  procedures. 

o  Information  Pamphlet  to  explain  each  part  of  the 
Notice  of  Assessment  through  a  series  of 
number-keyed  descriptions  in  terms  easily 
understood  by  the  ratepayer.  This  pamphlet  is 
available  in  English  and  French.  In  addition  the 
pamphlet  highlights  the  reasons  why  an  Assessment 
Notice  has  been  mailed,  where  to  turn  for 
additional  information  and  advises  the  recipient  to 
retain  his/her  1983  Notice  of  Assessment  for  future 
reference . 


The  insert  and  pamphlet  are  important  components  of  the 
Ministry ’ s  ongoing  information  program  designed  to  provide 
all  ratepayers  with  an  opportunity  to  fully  understand 
their  assessments . 


Target 


January  1984  (To  accompany  1983 
Assessment  Notices,  to  be  mailed 
in  January  1984) 


Status 


COMPLETED 
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NEW  MEASURE  180:  NEW  GUIDE  TO  THE  ASSESSMENT  ACT 


A  Guide  to  the  Assessment  Act  has  been  prepared  by  the 
Assessment  Program  on  leading  court  decisions  and 
interpretations  of  the  Assessment  Act.  It  is  designed  to 
be  used  as  a  reference  by  Program  staff,  municipalities  and 
school  boards,  appraisers,  tax  agents,  lawyers  and  other 
professionals,  as  well  as  the  general  public. 

The  Guide  provides  a  section-by-section  interpretation  of 
the  Assessment  Act  together  with  summaries  of  leading  court 
cases . 

In  addition,  the  Guide  will  be  supplied  to  and  assist  1600 
property  assessment  staff  in  more  consistently  applying  the 
Assessment  Act  and  providing  improved  assistance  to 
ratepayers  and  municipalities. 

The  Guide  will  be  updated  every  6  months  to  reflect  leading 
court  decisions  and  legislative  amendments.  Both  public 
and  Program  subscribers  to  the  Guide  will  automatically 
receive  these  updates.  These  updates  will  be  necessitated 
by  the  approximately  20  to  30  precedent-setting  court 
decisions  that  arise  from  the  150,000  assessment  appeals 
lodged  each  year. 


This  measure  is  important  because  44  property  assessment 
analysts  in  the  Special  Properties  Branch  spend  80%  of 
their  time  preparing  and  defending  2 , 000  assessment  appeals 
on  complex  properties  each  year.  The  private  sector  also 
employs  similar  expertise  and  resources  in  these  assessment 
disputes. 

The  Guide  is  unique  in  Canada  in  providing  direction  and 
order t  in  that  it  serves  both  the  public  and  private  sector 
by  providing  an  easily  understood  and  definitive  reference 
on  leading  assessment  case  law  and  legislative 
interpretation  and  will  minimize  disputes  by  clarifying  and 
focusing  issues. 


Target 


Distribution  and  sale  in  January,  1984 


Status 


ON  SCHEDULE 
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Ill  ACCUMULATED  INDEX 


Ill  ACCUMULATED  INDEX 


Init iat ive 

St  atus* 

Customer 
Serv ice 

Regulatory 

Re  form 

1 . 

Ministry  Reference  Guides 

c 

x 

2  . 

Retail  Sales  Tax:  New  Vendor  Kits 

c 

x 

3. 

Retail  Sales  Tax:  Reinstatement  of 

7%  Rate 

c 

X 

4. 

Pamphlet  on  Exemptions  For  Migrants 
and  Immigrants 

c 

x 

5. 

Gains  "A"  OTC  Watts  Telephone 

Information  Service 

c,o 

X 

6. 

Information  for  1979  Ontario  Tax 

Credits 

c,o 

X 

7  . 

Retail  Sales  Tax:  Vendor  Return 

Card 

c,o 

X 

8  . 

Retail  Sales  Tax:  New  Vendor 

Application  Form 

c 

X 

9. 

Retail  Sales  Tax  Vendor  Accounts 
Enquiries:  New  Computer  System 

c 

X 

10. 

Succession  Duty:  Revision  of 

Lock-Box  Procedures 

c 

X 

11 . 

Establishment  of  an  Advanced  Ruling 
Service  for  All  Taxes 

c,o 

X 

12. 

Establishing  Instantaneous 

Settlements  of  Permits  and  Accounts 
-  Motor  Vehicle  Fuel  Tax 

c,o 

X 

13. 

French  Counter  and  Telephone  Service 

In  District  Offices 

c,o 

X 

14. 

Notices  Re:  French  Bulletins  For  All 

Tax  Changes 

c,o 

o ,  s 

X 

15. 

Bilingual  Signs 

X 

16. 

Amalgamation  of  Statutes 

c~ 

X 

17. 

Review  and  Reduction  of  Orders  in 

Council 

c 

X 

18. 

Focal  Point  For  Tax  Information 

Flows 

o 

X 

19. 

Interrainister ial  Cooperation 

0 

X 

20. 

Quicker  Registration  of  Veteran's 

Lands 

c 

X 

21  . 

Focusing  of  Tax  Bulletins 

c,o 

X 

22. 

Land  Transfer  and  Land  Speculation 

Tax  Procedural  Innovations 

c 

X 

23. 

Special  Assessment  Equalization  In 
Problem  Municipalities 

c,o 

X 

24. 

Open  Houses  and  Public  Information 

c,o 

X 

25. 

Taxpayer  Service:  New  Property 
Assessment  Notices 

c 

X 

26. 

Tax  Service:  Neighbourhood 

Assessment 

c  ,o 

X 

27. 

Additional  French  Language  Service 

c 

X 

28. 

Consolidation  of  Provincial  Land  Tax 

c 

X 

29. 

Improved  Public  Information 

c 

X 

(*)  c  -  completed 


o  -  ongoing 
os-  on  schedual 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Init iat ive 

Status 

Customer 

Service 

Regulatory 

Re  form 

30. 

Agreements  related  to  Interprovincial 
Cooperat ion 

c 

X 

31. 

Diesel  Tax  Information  Services 

c,o 

X 

32. 

Information  Program  for  New  Sales  Tax 
Vendors 

c,o 

X 

33. 

Sales  Tax  Exemptions  for  Tourists 

c,o 

X 

34. 

Sales  Tax  Guides  for  Business 

c,o 

X 

35. 

Retail  Sales  Tax  Exemptions  Guide  for 
Householders 

( Cancelled 

)  X 

36. 

Revised  Land  Transfer  Affidavit 

c 

X 

37. 

Explanatory  Brochure  on  Assessment 

Appeal  Procedure 

(Deferred) 

X 

38. 

Legislation  Information  Kit 

o 

X 

39. 

New  Assessment  Equalization  Factors 
for  Grants 

c 

X 

40. 

Implementation  of  1980  Budget  Tax 

Changes 

c 

X 

41. 

Administration  of  New  Small  Business 
Development 

c,o 

X 

42. 

Tax  Payments  Via  Commercial  Banks 

c,o 

X 

43. 

Ministry  Accounts  Payable  and  Tax 

Refunds 

c,o 

X 

44. 

Telephone  Training  For  All  Staff 

c,o 

X 

45. 

First  Line  Ministry  Information 

Referral  Service 

c,o 

X 

46. 

New  Tax  Appeal  Services 

c 

X 

47. 

Major  Reductions  In  Diesel  Fuel  Tax 
Filing  Requirements 

c 

X 

48. 

Simplification  of  Sales  Tax  Exemptions 

On  Admissions 

c 

X 

49. 

Improved  Services  In  Savings  Offices 

c 

X 

50. 

Metricat ion 

c 

X 

51. 

06hawa  Relocation  Project 

c 

X 

52. 

Abolition  of  Corporation  Tax  Liens 

c 

X 

53. 

Reduced  Filing  For  Retail  Sales  Tax 
Vendors 

c,o 

X 

54. 

Tax  Seminars  for  Small  Businesses  and 
Special  Industry  Groups 

c,o 

X 

55. 

Increased  Visibility  for  Ontario  Tax 
Credits  Under  Federal  Income  Tax 

System 

c 

X 

56. 

Improvements  In  Gas  and  Diesel  Tax 

Re  funds 

c 

X 

57. 

New  Handbook  for  Motor  Vehicle  Agents 

c,o 

X 

58. 

Simplification  and  Elimination  of 
Property  Income  Questionnaires 

c 

X 

59. 

Upgrading  Reception  Facilities  for 
Walk-In  Customers 

c 

X 

60. 

Improved  Corporations  Tax  Remittance 
Forms 

c 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regul at  ory 
Reform 

61. 

Abolition  and  Revision  of  Statutory 
Regulat ions 

c,o 

X 

62. 

Payment  of  Motor  Vehicle  Fuel  Tax 

Credits  to  Interprovincial  Vehicle 
Operators 

c 

X 

63. 

Land  Transfer  Tax  Exemptions  -  Trusts 

c 

X 

64. 

Inter-Ministry  Coordination  of  Tax 
Information  In  Publications 

o 

X 

65. 

Retail  Sales  Tax  Bonding  Requirements 
for  Vendors 

c,o 

X 

66. 

Review  of  Compulsory  Regulation  for 
Diesel  Fuel  Tax 

c 

X 

67. 

Debit  and  Credit  Interest  Rates 

c 

X 

68. 

Further  Reduction  in  Filing  Retail 

Sales  Tax  Return  Requirements 

c 

X 

69. 

Assessment  Information  Bulletin 

Service 

c,o 

X 

70. 

Logical  Re-Sequencing  of  the  Assessment 
Act 

c 

X 

71. 

Assessment  Data  User  Advisory 

Committee 

c,o 

X 

72. 

Elimination  of  Separate  Regulations  to 
Change  the  Interest  Rate  Paid  on 

Deposits  by  Province  of  Ontario  Savings 
Office 

c 

X 

73. 

New  Taxpayers  Services  Branch 

c 

X 

74. 

Improved  Municipal  Policy  Liaisons 

c 

X 

75. 

New  Data  Services  and  Development 

Branch  and  Advisory  Committee 

c 

X 

76. 

Repeal  of  the  Railway  Fire  Charge  Act 

c 

X 

77. 

Enhancement  of  Returns  Processing, 
Billing  and  Re-Assessment  Functions 

c 

X 

78. 

Increased  Compensation  For  Vendors 

c 

X 

79. 

Land  Transfer  Tax  Procedure  Manuals 

c 

X 

80. 

Administration  of  Property  and  Sales 

Tax  Grants  for  Pensioners 

c 

X 

81. 

Extension  of  Open  Houses 

c ,  o 

X 

82. 

Simplification  of  Procedures  for  Exempt 
Purchases  by  Indians 

c 

X 

83. 

Removal  of  Requirement  for  Special 

Permit  for  Contractors 

c 

X 

84. 

Enhancement  of  Default  Letter 

Procedures 

c 

X 

85. 

New  Audit  Approach  for  Motor  Vehicle 

Fuel  Tax,  Gasoline  Tax  and  Tobacco  Tax 

(Deferred) 

X 

86. 

Use  of  Audio-Visual  Aids  in  Motor 

Vehicle  Fuel  Tax 

c 

X 

87. 

General  Consent  for  the  Destruction  of 
Books  and  Records 

c 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Re  form 

88. 

Motor  Vehicle  Rebate  for  the  Physically 
Handicapped 

c 

X 

89. 

Exemption  Available  to  Local  Service 
Boards 

c 

X 

90. 

Expanded  and  Upgraded  Telephone  Enquiry 
and  Reception  Services 

c 

X 

91. 

Discontinuance  of  On-Site  Testing  for 
Speciality  Equipment  Fuel  Refund 
Allowances 

c 

X 

92. 

Discontinuance  of  the  Requirement  for 
Receipt  of  Invoices  Filed  with  Refund 
Claims  of  Gasoline  Tax 

c 

X 

93. 

1981  Interim  Property  Tax  Grant 

c 

X 

94. 

Phase  II  Property  Tax  Grant  System 
Development 

c,o 

X 

95. 

Use  of  Assessment  Regional  Staff  to 
Expedite  Completion  of  Property  Tax 

Grant  Applications 

c,o 

X 

96. 

Employee  Hired  to  Assist  Pensioners  in 
Ottawa  Retail  Sales  Tax  Office 

c,o 

X 

97. 

Voluntary  Disclosure  Policy 

c 

X 

98. 

Extension  of  Open  Houses  to  Cottage 

Areas 

(Cancelled 

)  X 

99. 

Improved  Assessment  Notice 

c 

X 

100. 

French  Language  Service  in  Courts  of 
Assessment  Appeal 

c,o 

X 

101. 

Assessment  Information  in  Public 

Reading  Room 

c,o 

X 

102. 

Improved,  Shorter  Tax  Returns  for  Motor 
Vehicle  Fuel  Tax  and  Gasoline  Tax 

c 

X 

103. 

New  Approach  to  Gasoline  Tax  and  Motor 
Vehicle  Fuel  Tax  Refund  Claims 

c 

X 

104. 

.Communications  Initiatives  for  Ad 

Valorem  Taxation  -  Motor  Vehicle  Fuel 
Tax,  Gasoline  Tax  and  Tobacco  Tax 

c 

X 

105. 

Ontario  Tax  Grants  Information  For 

1981 

c 

X 

106. 

Discontinuance  of  Certain  Requirements 
for  Filing  1981  OTG  Application  Forms 

c 

X 

107. 

1980  Assessment  Base  Year 

c,o 

X 

108. 

Enumeration  in  Municipal  Election  Years 
Only 

c 

X 

109. 

Establishment  of  Shopping  Centre  Task 
Force 

( Delayed) 

X 

110. 

Vehicle  Conversion  Kits 

c 

X 

111. 

Television,  Motion  Picture  and 
Photographic  Lighting 

c 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Init iat ive 

Status 

Customer 

Service 

Regulatory 

Re  form 

112. 

Extended  Exemption  for  Heat  Pumps 

c 

X 

113. 

Automatic  Timer  Controls  for  Electrical 
Equipment 

c 

X 

114. 

Sales  Tax  Exemption  for  Self-Diagnostic 
Items  Purchased  by  Diabetics 

c 

X 

115. 

Facsimile  Reproduction  to  Assist 
Taxfilers  During  Postal  Disruption 

c 

X 

116. 

GAINS  Cheques  Distribution  During  Postal 
Strike 

c 

X 

117. 

New  SBDC  Program  Exhibit  In  Trade 

Shows 

c,o 

X 

118. 

Introduction  of  French  Language 
Affidavits  for  Land  Transfer  Tax 

c 

X 

119. 

Removal  of  Requirement  To  Report  Changes 
By  Provincial  Land  Taxpayers 

c 

X 

120. 

Introduction  of  Coloured  Fuel  In  The 
Province  In  Place  of  Compulsory 
Registration  For  Fuel  Tax 

c 

X 

121. 

Liaison  With  the  Petroleum  Industry  In 
The  Implementation  of  Coloured  Fuel 

0 

X 

122. 

Implementation  of  Coloured  Fuel  Program 
and  Its  Particular  Impact  on  Truckers 

c 

X 

123. 

Ontario  Quebec  Co-operation  In  The 
Introduction  of  Coloured  Fuel  to  Ontario 

c 

X 

124. 

Adoptionn  of  24-Hour  Action  Line  For 

The  New  Coloured  Fuel  Program 

c 

X 

125. 

Sales  Tax  Exemptions  Clarified 

c 

X 

126. 

Faster  Access  to  Localised  RST 
Information 

c 

X 

127. 

Advanced  Registration  of  RST  Vendors 

c 

X 

128. 

Special  Guide  on  Retail  Sales  Tax 

Re  fund  s 

c,o 

X 

129. 

Clarification  of  Sales  On  Installed 
Carpeting 

c 

X 

130. 

Tax-Included  Pricing  Tax  Vendors  In 
Hospitality  Industry 

c 

X 

131. 

Removal  of  Deposits  for  R.S.T.  Court 
Appeals 

c 

X 

132. 

Enlargement  of  the  Definition  of  "Sale" 

c 

X 

133. 

Increase  and  Simplification  of  RST 
Exemptions  For  Religious,  Charitable  and 
Benevalent  Organizations 

c 

X 

134. 

Special  Vendor  Assistance  Program 

c,o 

X 

135. 

Development  of  New  Methods  To  Reduce 
Inconvenience  and  Time  In  Sales  Tax 
Auditing 

c 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


Initiative 

Status 

Customer 

Service 

Regulatory 

Re  form 

136. 

Automatic  RST  Vendor  Compensation 
Calculat ion 

c 

X 

137. 

Small  Business  Tax  Exemption  and 

Rebate  Program 

os 

X 

138. 

Elimination  of  Taxpayer's  Requests  for 
Minister's  Concurrence  to  Corporate 
Year-End  Changes 

c 

X 

139. 

Improved  Ontario  Tax  Grants  Information 
For  1982 

c 

X 

140. 

Redesigned  PTG  Application  Form  and 
Instruction  Simplified  and  Streamlined 

c 

X 

141. 

Faster  OTG  Payments,  Enquiries  and 

Ad j  ustment  s 

c  ,o 

X 

142. 

Use  of  Telidon  Technology  for  OTG 

Comm unicat  ions 

c 

X 

143. 

Special  OTG  Service  for  MPP ' s 

c  ,o 

X 

144. 

Slide  Shows  On  "Good  Customer  Service" 
and  Ministry  Organization 

c 

X 

143. 

Microfiche  Copies  of  The  Assessment 

Roll  Free  of  Charge  to  Municipalities 
and  School  Boards 

c  ,o 

X 

146. 

Property  Assessor  To  Visit  Municipal 
Offices  On  a  Monthly  Basis 

c  ,o 

X 

147. 

New  Features  for  1982  Notice  of 
Assessment 

c 

X 

148. 

Identifying  Electors  for  French 

Language  School  Purposes  During 
Enumeration 

c 

X 

149. 

Financial  Impediment  to  Fuel  Brokers 
Removed 

c  ,o 

X 

150. 

RST  Exemptions  For  Blind  and  Disabled 

OS 

X 

151. 

Abolition  of  Annual  Permits  for 

Tobacco  Tax 

c  ,o 

X 

152. 

Simplification  of  Sales  Tax  for 
Transfers  Between  Related  Companies 

c  ,o 

X 

153. 

Sales  Tax  Exemption  for  Repair  Parts 

c  ,o 

X 

154. 

Expanded  Exemption  for  Production 
Machinery 

c  ,o 

X 

155. 

Redefinition  of  a  Publication 

c  ,o 

X 

156. 

Retention  of  Vendor  Permit  Numbers 

c  ,o 

X 

157. 

Simplification  of  Motor  Vehicle 

Transfer  Forms 

c  ,o 

X 

158. 

Expanded  Use  of  Technology  in  OTG 

c  ,o 

X 

159. 

New  MPP  Enquiry  Service 

c  ,o 

X 
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Accumulated  Index  of  Customer  Service  and  Regulatory  Reform  Measures 


In i t iat ive 

Status 

Customer 

Service 

Regulatory 

Reform 

160.  New  OTG  Enquiries  Tracking  System 

c  ,o 

X 

161.  Improved  Telephone  Service  for  OTG 

c  ,o 

X 

162.  Toronto  and  Oshawa  Enquiry  Centres 

c  ,o 

X 

163.  Simplified  Interest  Rates 

c  ,o 

X 

164.  Client  Evaluation  of  Tax  Appeal  System 

c  ,o 

X 

165.  Pre-mixed  Dye  to  Fuel  Tax  Collectors 

c,o 

X 

166.  Exhibits  at  Fall  Fairs 

c 

X 

167.  "Matching  Service"  for  Small 

Businesses 

c  ,o 

X 

168.  Seminars  and  Slide  Show  on  SBDCs 

c  ,o 

X 

169.  Computer  Assisted  RST  Audits 

OS 

X 

170.  POSO  Relocations 

c 

X 

171.  Direct  Deposit  for  POSO 

OS 

X 

172.  Telephone  Customer  Service  in  Oshawa 

c  ,o 

X 

173.  Tours  and  Seminars  for  Durham 

c  ,o 

X 

174.  Career  Counselling  for  Durham  Schools 

c  ,o 

X 

175.  Ministry  Exhibit 

c  ,  o 

X 

176.  Strengthening  of  Customer  Services 
Training  Programs 

c,o 

X 

177.  Improved  Access  to  Assessment 

Informat  ion 

c  ,o 

X 

178.  Special  Media  Campaign  re  Assessment 

OS 

X 

179.  Improved  Information  on  1983 

Assessment  Notice 

c 

X 

180.  New  Guide  to  the  Assessment  Act 

OS 

X 
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IV  PUBLICATIONS  IN  1983 


IV  PUBLICATIONS 


I.  CORPORATIONS  TAX  BRANCH 

1.  Information  Bulletin 
27-83 

February  1983 
Relocation  to  Oshawa 


2.  Information  Bulletin 
28-83 

March  1983 

Interest  rate  decreased 
to  12% 


3.  Information  Bulletin 
29-83 

May  10,  1983 
Budget  Highlights 


4.  Information  Bulletin 
30-83 
June  1983 
Budget  Highlights 
and  Technical  Changes 


13,000  English 
200  French 
Distributed  to 
accountants , 
lawyers  and 
corporations 
tax  roll. 

13,000  English 
200  French 
Distributed  to 
account  ants , 
lawyers,  and 
corpor at  ions 
tax  roll. 

27,000  English 
200  French 
Distributed  to 
Corporations  on 
the  tax  roll, 
accountants  and 
lawyers . 

27,000  English 
200  French 
Distributed  to 
corporations  on 
the  tax  roll, 
accountants  and 
lawyers . 


II.  GUARANTEED  ANNUAL  INCOME  AND 
TAX  CREDIT  BRANCH 

5.  Ontario  Tax  Credits 
Guide  (1982) 

December  1982 
Explains  the  1982 
OTC  Program 


100,000  bilingual 
Distributed  to  all 
MPPs,  MPs ,  lawyers, 
accountants,  Revenue 
Canada,  seniors' 
clubs.  Ministry  and 
Northern  Affairs 
offices . 
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Ontario  Tax  Grants 
for  Seniors 
August ,  1983 
Explains  the  OTG 
program  1983 


7.  Ontario  Tax  Credits  Poster 
December  1982 
Designed  to  alert 
people  to  the  1982 
OTC  program 


8.  Ontario  Tax  Grants  Poster 
August  1983 
Designed  to  alert  the 
public  to  the  1983 
OTG  program 


9.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
December  1982 


10.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
March  1983 


83,000  bilingual 
Distributed  to: 

MPPs,  MPs 
lawyers , 
const ituenc  y 
offices,  libraries, 
seniors'  clubs, 
Ministry  and 
Northern  Affairs 
offices 

4,800  English 
1  ,500  French 
Distributed  to  all 
field  offices,  LCBO 
outlets,  municipal 
offices,  district 
taxation  offices, 
Northern  Affairs 
offices  and  MPP 
const ituency 
offices 

4,500  English 
1  ,500  French 
Distributed  to  all 
Revenue  and  Northern 
Affairs  field 
offices,  municipal 
offices,  district 
taxation  offices  and 
MPP  constituency 
offices 

275  Distributed 
to  all  MPPs'  Queen's 
Park  and 
const ituency 
offices 

275  Distributed  to 
all  MPPs '  Queen' s 
Park  and 
const ituency 
offices 
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11. 

Ontario  Tax  Grants 

275  Distributed 

Constituency  Office 

to  all  MPPs'  Queen's 

Bulletin 

Park  and 

April  1983 

constituency 

offices 

12. 

Ontario  Tax  Grants 

275  Distributed  to 

Constituency  Office 

all  MPPs'  Queen's 

Bulletin 

Park  and 

July  1983 

const ituency 
offices 

275  Distributed 
to  all  MPPs'  Queen's 
Park  and 
const ituency 
offices 

275  Distributed  to 
al 1  MPPs '  Queen' s 
Park  and 
constituency 
offices 

7,000  each  print. 
Distributed  to  MPPs, 
Ontario  Federal  MPs, 
Northern  Affairs 
offices,  elderly 
persons  centres, 
community  info, 
centres,  CPP  and  OAS 
district  offices, 
COMSOC 

16.  GAINS  cheque  inserts  190,000 

March  1983 
To  alert  all  GAINS 
recipients  to  change  in 
mailing  schedule  and 
payment  rates 


15.  GAINS  rate  tables 

Jan.,  April,  July,  Oct  -  1983 
Rates  for  payments  from 
Ontario  Guaranteed  Annual 
Income  System 


14.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 
October  1983 


13.  Ontario  Tax  Grants 
Constituency  Office 
Bulletin 

August  1983  (2  issues) 
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III.  TAX  APPEALS  BRANCH 


17.  Practices  and  Procedures 
December  1983 
Practices  and  Procedures 
for  settling  taxpayers/ 
claiment  disputes 


IV.  RETAIL  SALES  TAX  BRANCH 

18.  Info.  Bulletin 

3- 82 

August  1982 
Clarification  of  1982 
Budget  Changes 

19.  Info.  Bulletin 

4- 82 

December  1982 

Further  clarification  of  1982 
Budget  Changes 

20.  Info.  Bulletin 
1-83 

May  1983 
Budget  Changes 

21.  Information  Circular 
Sod  Growers 
September,  1982 

22.  Information  Circular 
Films  for  Educational 
Purposes 
November,  1982 

23.  Information  Circular 
Exemption  for  cut  natural 
Christmas  trees 
November,  1982 

24.  Information  Circular 
Repair  parts,  labour  charges 
and  ancillary  equipment  for 
fire-fighting  vehicles 
December,  1982 


15,000  bilingual 


210,000  English 
1,200  French 

all  vendors  and 
special  mailing 

210,000  English 
1  ,200  French 

all  vendors  and 
special  mailing 

210,000  English 
1 , 200  French 

all  vendors  and 
special  mailing 

100  to  interested 
part ies 

300  to  interested 
parties 


300  to  interested 
part ies 


300  to  interested 
part ies 
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25.  Information  Circular 

Monument  Dealers 

December,  1982 

100  to  interested 
part ies 

26.  Sales  Tax  Guide 

#101 

How  to  Complete 

Your  Tax  Return 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

27.  Sales  Tax  Guide 

#102 

Settler's  Effects 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

28.  Sales  Tax  Guide 

#103 

Vendor  Responsibilities 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

29.  Sales  Tax  Guide 

#104 

Purchase  Exemption 

Cert i f icates 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

30.  Sales  Tax  Guide 

#105 

Penalties 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

31.  Sales  Tax  Guide 

#106 

Retail  Sales  Tax 

Refunds 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 

32.  Sales  Tax  Guide 

#107 

Trappers  and  Commercial 
Fisherman 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

33.  Sales  Tax  Guide 

#108 

Imported  Goods 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 
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34. 

Sales  Tax  Guide 
#109 

Discover  Ontario 

Re  funds 

20,000  English 

1 , 000  French 
district  offices  and 
interested  parties 

35. 

Sales  Tax  Guide 
#110 

Exemptions  for  Manufacturers- 
Consumab les 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 

36. 

Sales  Tax  Guide 
#112 

Manufacturing 

Contractors 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

37. 

Sales  Tax  Guide 
#113 

Real  Property  and 

Fixtures 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

38. 

Sales  Tax  Guide 
#114 

Destruction  of  Records 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

39. 

Sales  Tax  Guide 
#115 

Automotive  Repairers 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

40. 

Sales  Tax  Guide 
#116 

Mobile  Caterers 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

41. 

Sales  Tax  Guide 
#117 

Private  Sales 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 
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42.  Sales  Tax  Guide 
#118 

Vehicle  Tax  Refunds  for 
the  Physically  Handicapped 


20,000  English 
1  ,000  French 
district  offices  and 
interested  parties 


43.  Sales  Tax  Guide 
#119 

Food  Products 


44.  Sales  Tax  Guide 

#120 

Labour  Charges 


20,000  English 
1 ,000  French 
district  offices  and 
interested  parties 

20,000  English 
1 ,000  French 
district  offices  and 
interested  parties 


45.  Sales  Tax  Guide 

#121 

Prepared  Foods 

46.  Sales  Tax  Guide 

#122 

Snack  Food  and  Candies 


47.  Sales  Tax  Guide 
#123 

Tax-Included  Pricing 


20,000  English 
1 ,000  French 
district  offices  and 
interested  parties 

20,000  English 
1,000  French 
district  offices  and 
interested  parties 

20,000  English 
1  ,000  French 
district  offices  and 
interested  parties 


48.  Sales  Tax  Guide 
#124 

Accommodation 


20,000  English 
1  ,000  French 
district  offices  and 
interested  parties 


49.  Sales  Tax  Guide 
#125 

Alcoholic  Beverages 


20,000  English 
1  ,000  French 
district  offices  and 
interested  parties 
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50. 


50.  Sales  Tax  Guide 

#126 

Admissions 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

51.  Sales  Tax  Guide 

#127 

Exempt  Items  for  the 

Disabled 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

52.  Sales  Tax  Guide 

#128 

Rentals 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

53.  Sales  Tax  Guide 

#129 

Delivery  Charges 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

54.  Sales  Tax  Guide 

#130 

Recreational  Facilities 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 

55.  Sales  Tax  Guide 

#131 

Tax  Refunds:  Religious, 
Chartiable  and  Benevolent 
Organizations 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

56.  Sales  Tax  Guide 

#132 

Motor  Vehicle  Transfers 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 

57.  Sales  Tax  Guide 

#133 

Diplomats 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 
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58. 


Sales  Tax  Guide 
#134 

Non-Resident 
Contractors 

59.  Sales  Tax  Guide 
#135 

Animals  and  Pets 


20,000  English 
1  ,000  French 
district  offices  and 
interested  parties 

20,000  English 
1  ,000  French 
district  offices  and 
interested  parties 


60.  Sales  Tax  Guide 
#136 

Florists  and  Nurseries 


20,000  English 
1,000  French 
district  offices  and 
interested  parties 


61.  Sales  Tax  Guide 
#137 

Flea  Markets 


62.  Sales  Tax  Guide 
#138 

Books  and  Magazines 


20,000  English 
1  , 000  French 
district  offices  and 
interested  parties 

20,000  English 
1,000  French 
district  offices  and 
interested  parties 


63.  Sales  Tax  Guide 
#140 

Children's  Clothing 
and  Footwear 


20,000  English 
1,000  French 
district  offices  and 
interested  parties 


64.  Sales  Tax  Guide 
#141 

Hospitals 


20,000  English 
1 ,000  French 
district  offices  and 
interested  parties 


65.  Sales  Tax  Guide 
#142 

Schools  and  Universities 


20,000  English 
1 ,000  French 
district  offices  and 
interested  parties 
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66.  Sales  Tax  Guide 

#143 

Religious,  Chartitable  and 
Benevolent  Organizations 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

67.  Sales  Tax  Guide 

#144 

Photographers 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

68.  Sales  Tax  Guide 

#145 

Flooring  Materials 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

69.  Sales  Tax  Guide 

#146 

Discount  Coupons 

20,000  English 

1  ,000  French 
district  offices  and 
interested  parties 

70.  Sales  Tax  Guide 

#147 

Farmers 

20,000  English 

1 ,000  French 
district  offices  and 
interested  parties 

71.  Sales  Tax  Guide 

#148 

Newspapers  and 

Supplement  s 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 

72.  Sales  Tax  Guide 

#149 

Status  Indians 

20,000  English 

1,000  French 
district  offices  and 
interested  parties 

73.  Sales  Tax  Guide 

#701 

Taxation  on  Compressed 

Gas  Cylinders 

2,000  copies  to 
field  offices  and 
associations,  and 
ind ividual 
companies 
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V. 


MOTOR  FUELS  AND  TOBACCO  TAX  BRANCH 


74.  Info.  Bulletin 

1- 83 

August  1983 
Non-residents 
acquiring  land  in 
Ontario 

75.  Info.  Bulletin 

2- 83 

August  1983 

Land  Transfer  Tax 

Amendment  Act,  1983 

76.  Fuel  Tax  Act,  1981 

Circular  #3 

Fuel  Colouration  Program 
December,  1982 

77.  Fuel  Tax  Act,  1981 

Circular  #4 

Fuel  Colouration  Program 
January,  1983 

78.  Fuel  Tax  Act,  1981 

Circular  #5 

Fuel  Colouration  Program 
December,  1983 

79.  Fuel  Tax  Act,  1981 

Compensation  Paid  to 
Collectors  for  Colouring 
Fuel 

August,  1983 

80.  Fuel  Tax  Act,  1981 

Notice 

Ontario  Coloured  Fuel 

Program 

July,  1983 

81 .  Fuel  Tax  Act  ,  1981 

Important  Reminder  to 
Marina  Operators 
February,  1983 


6,000  mailed  to 
lawyers , 

accountants,  real 
estate  companies 


6,000  mailed  to 
lawyers , 

accountants,  real 
estate  companies 


3,000  copies  in 
English  mailed  to 
designated 
collectors 

3,000  copies  in 
English  mailed  to 
designated 
collectors 

3,000  copies  in 
English  mailed  to 
des ignated 
collectors 

3,000  copies  in 
English  mailed  to 
col  lectors 


40,000  copies  in 
Engl ish 

5,000  copies  in 
French  mailed  to 
farmers 

500  copies  in 
English  mailed  to 
marina  operators 
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82. 

Fuel  Tax  Act ,  1981 

3,000  copies  in 

Topic:  Technical 

Engl  ish 

Bui let  ins 

French  on  request 

December,  1982 

mailed  to 

potential  customers 

83. 

Fuel  Tax  Act ,  1981 

3,000  copies  in 

Technical  Bulletin  #1 

Engl ish 

Filling  Hoses 

French  on  request 

December,  1982 

mailed  to  potential 

collectors 

84. 

Fuel  Tax  Act ,  1981 

3,000  copies  in 

Technical  Bulletin  #2 

Engl ish 

Rotation  Injector  Pump 

French  on  request 

December,  1982 

mailed  to  potential 

collectors 

3,000  copies  in 
English 

French  on  request 
mailed  to  potential 
collectors 

3,000  copies  in 
English 

French  on  request 
mailed  to  potential 
collectors 


87. 

Small  Business  Development 
Corporations  Program 

SBDC  News  -  Vol .  3  No .  1 
January,  1983 

6,000  copies  in 
English  distributed 
to  small  businesses 
throughout  Ontario 

00 

00 

Small  Business  Development 
Corporations  Program 

SBDC  News  -  Vol.  3  No .  2 

July,  1983 

6,000  copies  in 
English  distributed 
to  small  businesses 
throughout  Ontario 

89. 

Tobacco  Tax  Act 

Information  Bulletin  1-83 
Notice  to  Authorized 

Tobacco  Wholesalers 

500  copies  in 
English  mailed  to 
authorized  tobacco 
wholesalers 

September,  1983 


86.  Fuel  Tax  Act,  1981 

Technical  Bulletin  #4 
Bunker  Fuel 
December,  1982 


85.  Fuel  Tax  Act,  1981 

Technical  Bulletin  #3 
Dye  Injection  Equipment 
December,  1982 
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90. 


Tobacco  Tax  Act 
Information  Bulletin  2-83 
Collectors  Designated  Under 
the  Tobacco  Tax  Act 
October,  1983 

91.  Tobacco  Tax  Act 
Information  Bulletin  3-83 
Amendments  to  Information 
Bulletin  2-83 
November,  1983 

92.  Gasoline  Tax  Act 
Information  Bulletin  1-83 
Collectors  Appointed  Under 
the  Gasoline  Tax  Act 

May,  1983 

93.  Gasoline  Tax  Act 
Information  Bulletin  2-83 
Amendments  to  Information 
Bulletin  1-83 
September,  1983 

94.  Fuel  Tax  Act,  1981 

Circular  #1 

Fuel  Colouration  Program 
December,  1982 

93.  Fuel  Tax  Act,  1981 

Circular  #2 

Fuel  Colouration  Program 
December,  1982 

96.  Fuel  Tax  Act,  1981 

Technical  Bulletin  #5 
Dye-Mix  Precipitates 
December,  1982 

97.  Fuel  Tax  Act,  1981 

Technical  Bulletin  #6  Revised 
Coating  of  Dye-Mix  Tanks 
December,  1982 


500  copies  in 
English  mailed  to 
collectors 


500  copies  in 
English  mailed  to 
collectors 


200  copies  in 
English  mailed  to 
collectors 


200  copies  in 
English  mailed  to 
col lectors 


3,000  copies  in 
English  mailed  to 
designat  ed 
collectors 

3,000  copies  in 
English  mailed  to 
designated 
collectors 

3,000  copies  in 
Engl ish 

French  on  request 
mailed  to 
collectors 

1  ,500  copies  in 
Engl  ish 

French  on  request 
mailed  to 
collectors 
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98. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #7 
Precipitates 

December,  1982 

1,500  copies  in 
Engl ish 

French  on  request 
mailed  to 
collectors 

99. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #8 

Kerosene 

December,  1982 

1,500  copies  in 
English 

French  on  request 
mailed  to 
collectors 

100. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #9 

Dye-Mix 

December,  1982 

1 ,500  copies  in 
Engl ish 

French  on  request 
mailed  to 
collectors 

101. 

Fue 1  Tax  Act ,  1981 

Technical  Bulletin  #10 

Clogged  Oil  Filter 

January,  1983 

1 , 500  copies  in 
English 

French  on  request 
mailed  to 
collectors 

102. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #11 
Ontario's  Dye:  Determination 
of  Insolubles  in  Toluene 
January,  1983 

1 ,500  copies  in 
Engl  ish 

French  on  request 
mailed  to 
collectors 

103. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #12 

Ontario  Dye:  Determination 
of  Insolubles  in  Fuel 

January,  1983 

1 ,500  copies  in 
English 

French  on  request 
mailed  to 
collectors 

104. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #13 

Dye-Mix  Manufacture 

January,  1983 

300  copies  in 
English 

French  on  request 
mailed  to 
collectors 

105. 

Fuel  Tax  Act ,  1981 

Technical  Bulletin  #14 
Elucidation  of  Cause  of 

Filter  Blockage  by 

Examination  of  Diesel 

Oil  and  Filter  Samples 

January,  1983 

300  copies  in 

Engl ish 

French  on  request 
mailed  to 
collectors 
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VI.  ASSESSMENT  PROGRAM 


106.  Information  on  1982 
Notice  of  Assessment 


107.  Information  Insert 


108.  Information  on 

Supplementary  Assessment 
Notice 


109.  Information  on 

Notice  of  Omitted 
Assessment 


110.  Assessment  Information 
Bulletin  2-83  - 
Postponement  of  Return 
of  Assessment  Rolls, 
Targeted  Mailing  of 
Assessment  Notices 


111.  Information  Insert 


Distributed  with 
1982  Assessment 
Notice  to  every 
ratepayer  in  Ontario 
(approximately  6 
million) . 

Distributed  with 

1982  Assessment 
Notice  to  every 
ratepayer  in  Ontario 
(approximately  6 
mill  ion) . 

110,000  English, 
10,000  English/ 
French  in  designated 
areas,  distributed 
to  every  ratepayer 
in  Ontario  who 
receives  a 
Supplementary 
Assessment  Notice. 

16,000  English, 

6,000  Engl ish/ French 
in  designated  areas. 
Distributed  to  every 
ratepayer  in  Ontario 
who  receives  a 
Notice  of  Omitted 
Assessment . 

9,000  English 
(French  available  on 
request ) . 

Distributed  to 
M.P.P.s,  Ontario 
Deputy  Ministers, 
Heads  of  municipal 
council  and  school 
boards,  Provincial 
Government  agencies, 
tax  agents. 

Distributed  with 

1983  Assessment 
Notice  to  every 
ratepayer  in  Ontario 
receiving  a  Notice 
(approximately  2.4 
million) 
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112.  Information  on  1983 
Notice  of  Assessment 


113.  Information  on 

Supplementary  Assessment 
Notice 


114.  Information  on 

Notice  of  Omitted 
Assessment 


115.  Appeal  Procedures 
Form 


Distributed  with 
1983  Assessment 
Notice  to  every 
ratepayer  in  Ontario 
receiving  a  Notice 
(approximately  2.4 
million) 

110,000  English, 

10,000  English/ 

French  in  designated 
areas,  distributed  to 
every  ratepayer  in 
Ontario  who  receives  a 
Supplementary  Assessment 
Not  ice . 

16,000  English, 

6,000  English/French 
in  designated 
areas.  Distributed 
to  every  ratepayer 
in  Ontario  who 
receives  a  Notice  of 
Omitted  Assessment. 

Approximately  50,000 
made  available 
across  Ontario  in 
municipal  offices, 
Regional  Assessment 
offices  and  at  Open 
House  Session. 
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_ Date  Due 

MAY  5 

OCT  2  7  1983 


